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 Northeast Arc, formerly the North Shore Arc, 
delivers life long support services to people with 
disabilities. 

 Northeast Arc has been in human services for over 
55 years. Our programs include occupational, 
medical, housing and support and guidance for 
individuals and their  families.

 The MassHealth Personal Care Attendant Program is 
one such program through which services are 
provided  to individuals and their families who 
otherwise would not be supported.



Program Design
 MassHealth defines the Personal Care Attendant (PCA) 

program as a participant directed program. This means 
that the individual with the disability is the employer of 
record.

 This is different from more traditional home health care 
programs in which an agency provides the worker.

 This  PCA program is designed to give individuals with 
disabilities control over how their own personal care needs 
are met.

 MassHealth has separate contracts for counseling and 
payments: 

1. Personal Care Management (PCM) and
2. Fiscal/Employer Agent services (F/EA)



 Northeast Arc has two contracts with MassHealth:

1. The PCM agency is contracted to provide counseling and 

2. Northeast Arc FI is contracted to provide F/EA services.

 Northeast Arc F/EA supports 7 PCM agencies and 3,874 
consumers.

Northeast Arc PCA Programs



Responsibilities 
Personal Care Management Agencies 

PCMs have 98% of all face-to-face contact with the 
consumer.  They also conduct:

 Assessment of need and Prior Authorization 
application to the State

 Consumer Registration (IRS Forms) and Training on 
Program guidelines, hiring process and Time sheet 
process.

 On-going consumer training and support

 Re-evaluation for services  



Responsibilities
Fiscal/Employer Agent

 Deliver all employer required tasks

 Provide training and support to PCMs

 Customer Service support on payroll, 
employment and tax related queries, but no 
tax advice to workers

 Prepare and distribute all consumer and 
employee forms



What works for us

 Staff Training

 Keep the Team on the same page with 
regards to program information 
(guidelines, policies and procedures and 
all changes which will affect consumers)

 Constant communication among the team 
(PCMs, FIs, State and consumers)

 Share updates on consumer data



What works for us

 Include PCM Agencies on all 
communication with the consumers

 Quarterly meetings with PCM 
Agencies

 Use technology (wherever possible) 
to create more user friendly and 
efficient environment



Challenges
 Processing of high volume of timesheets 

 Maintaining copies of timesheets

 Updating employer and employee forms

 Distributing these forms in real time

 Maintaining and sharing the most current 
consumer contact information with the 
team (PCMs, F/EA, the State and the Union)



Solutions

 Upgraded the timesheet processing using 
Cardiff Teleform ®

 Created a 95% paperless consumer filing 
system

 Introduced a Web-based consumer 
registration system (forms distribution 
and information sharing)



Using Technology

 Web based Registration System



Web-based Registration System
 Accessible to all our PCM agencies

 Secure remote access environment

 Consumer Registration verification 
and notification

 Shared database  between F/EA and 
the PCM in real time



Web-based Registration System
 Skills Trainers/ Counselors  can “complete” all 

consumer registration forms (IRS Forms) during 
intake.  The system pre-populates the consumer 
bio-data on all forms

 F/EA can update all consumer and employee forms 
and distribute  instantaneously

 Tracks expiration dates on IRS forms

 Counselors save approx. 45 minutes per consumer 
on forms

 Reduction in errors on registration forms









Ownership for Program Success

 Constant balance between Fiduciary 
and Advocacy Responsibility

 Communicate and collaborate

 Celebrate successes
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